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Introduction
A co-operative bank is a financial entity which belongs to its members, who are at the same time the owners and the customers of their bank. Co-operative banks are often created by persons belonging to the same local or professional communities or sharing a common interest and provide their members with a wide range of banking and financial services like loans, deposits, and bank accounts. The quality of services provided by these banks is a key performance indicator of whether customers' expectations are met or not. _________________ *Assistant Professor, Govt. First Grade College, Haliyal, Karnataka. (e-mail: praveenkorbu@yahoo.com) Customer satisfaction can be experienced in a variety of situations and connected to both goods and services (CSSP, 2007; Cengiz, 2010) . McQuitty et al., (2000) argue that by assuming a customer will learn from experience, then the decreasing levels of expectations-disconfirmation against goods and services should affect customer satisfaction. This is supported by Alhemoud (2010) in the case of banking service in Kuwait, that the customer satisfaction results from any dimension whether or not it is quality related and its judgment may arise from non-quality issues (e.g. needs, equity, and perceptions of "fairness") and require experience with the service or provider. In addition, Hsu and Cai (2009) say that when customer satisfaction is modelled as a function of disconfirmation arising from discrepancies between prior expectations and actual performance, then the expectations as a critical antecedent of satisfaction becomes a determinant of attitude. This is a highly personal assessment that is greatly affected by customer expectations (CSSP, 2007) whereby Grönroos (1998) previously emphasised how good the quality of the service was perceived to be by customers, and was expected to be measured using customer satisfaction approaches. This is particularly the case with the customer satisfaction in service industries, that relate to the service perceptions and expectations (Parasuraman et al.,1985) .
Co-operative banks are now an important element of Indian financial system and are much more important in India than anywhere else in the world. It has gained its importance by the role assigned to them, the expectations they are supposed to fulfil, their number, and of offices they operate. Their role in rural financing continues to be important even today.
Need for the study
The Belgaum District Co-operative Banks have also performed significant work in respect of providing the financial assistance and different financial services to the rural people since last 10 years. Hence, the financial inclusion in rural areas is necessary and profitable for cooperative banking sector. So, the study focuses on financial inclusion among the rural people with the help of sample survey and for that have taken three regions of Belgaum District which are divided by the "Office of the Deputy Registrar of Co-operative Societies, Belgaum" for research purpose. This research is an attempt at diagnosing the impact of financial inclusion on the performance of the cooperative banks, the financial inclusion in rural areas and what is the level of satisfaction towards the different services provided by the co-operative banks to rural people. (i) To study the financial inclusion in rural areas by Co-operative banks.
Objectives of the study
(ii) To identify the services provided by Co-operative banks under financial inclusion. (iii) To find out the satisfaction level of the rural people towards Co-operative banking services. (iv) To evaluate the social and economic impact of financial inclusion through Cooperative banks. Cole et al. (2009) conclude that financial literacy program has no effect on the likelihood of opening a bank savings account, but do find modest effects for uneducated and financially illiterate households. In contrast, small subsidy payments have a large effect on the likelihood of opening a savings account. These payments are more than two times more cost-effective than the financial literacy training. Gupta and Gupta (2008) find that increasing proliferation of mobile services and ATMs in rural areas of India has created a new opportunity to attain financial inclusion and thus an effective tool to provide financial services to the un-banked areas with reduced overheads. They have helped in providing access to banking services in remote rural destinations of India. Pal and Sura (2006) conclude that the overall position of RRBs in India is not quite encouraging. The poor credit-deposit ratio is still making dent on the desired functioning of RRBs. Since the RRB is supposed to be a bank for poor people, government should spread the branches of RRBs at grass root level to provide such banking service to the really needy rural people and to take corrective measures to raise the credit deposit ratio of the bank that would make RRBs relevant in the rural India. Ravichandran and Alkhathlan (2009) observe that very few people have access to banking services. There are number of factors affecting access to financial services by weaker section of society in India. The lack of awareness, low incomes and assets, social exclusion, illiteracy are the barriers from demand side. The distance from bank branch, branch timings, cumbersome banking procedure, over requirement of documents for opening bank accounts, unsuitable banking products/schemes, language, high transaction costs and attitudes of bank officials are the barriers from supply side. Bank-SHG, bank-MFI, MFI-NBFC and bank-post office linkage models were discussed and new models like rural students banking model, RBI-Education institute linkage models were proposed. Bihari (2011) defines financial inclusion as delivery of financial services at an affordable cost to the vast sections of the disadvantaged and the low-income groups. The various financial services include credit, savings, insurance and payments and remittance facilities. Importance of financial inclusion arises from the problem of financial exclusion of nearly three billion people from the formal financial services across the world. With only 34 percent of population engaged in formal banking, India has vast majority of financially excluded households. This study deals with the various reasons behind this and suggests way to ameliorate the same. Bal et.al. (2000) examine the extent of financial inclusion of job card holders of MGNREGA in the rural areas of Raipur, the capital district of Chhattisgarh to understand the reasons behind the present status of financial exclusion and factors responsible for this state of affairs, with a view to identify the barriers GIS mapping is used to show the overview of the FI in the study area and some remedial measures are also suggested.
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Methodology of the Study
The study will use as sample units 100 Co-operative banks (registered under the KCS Act, 1956) from three regions (i.e. Belagavi, Chikkodi, Bailhongal headed by ARCS) of Belgaum District. The study is based on both primary and secondary sources of data. The primary sources of data were collected through "Interview Schedule" circulated among 300 persons of different regions. The collected data were analysed by using statistical tools like Percentage, Mean, Likert's scaling technique.
Data analysis
After LPG policy enactment, Indian banking industry has undergone tremendous qualitative changes. Co-operative banks are small sized units organised in the cooperative sector which function both in urban and rural centres. These banks are usually centered on communities, localities and work place groups and they basically lend to small borrowers and businesses. Co-operative banks do not pursue the goal of profit maximisation. Therefore, these banks do not focus on offering more than the basic banking services and grant finance to small borrowers in industrial and trade sectors besides professional and salary classes. Table 2 presents the customer classification on the basis of gender. It is evident from Table 2 that On the basis of education, it was found that out of total customers of Belagavi district, 28 per cent are self-employed, 41 per cent are farmer, 27 per cent are house wives and only 4 per cent are Government employees (Table 4) Table 7 analyses the reasons as to why customers did not possess a bank account initially. In the case of Belagavi district, the reasons given for not possessing a bank account earlier included: documents required for opening (17.33 per cent), cumbersome banking procedures (21.33 per cent), illiteracy/language (14 per cent), low incomes and assets (8.67), unsuitable banking products/schemes (6 per cent), attitude of bank officials (4 per cent), transaction costs (6.33 per cent), lack of financial knowledge/awareness (17.33 per cent) and non-availability of bank branch (5 per cent). Further, out of total customers of Belagavi region, of the various reasons for not possessing a bank account, documents required for opening is the reason for 14.66 per cent customers, followed by cumbersome banking procedure (27.59 per cent), illiteracy/language (5.17 per cent), low incomes and assets (7.76 per cent), unsuitable banking products/schemes (9.48 per cent), attitude of bank officials (5.17 per cent), transaction costs (7.76 per cent) and lack of financial knowledge/awareness (16.38 per cent). Out of total customers of Chikkodi region, documents required for opening is the reason for 20.41 per cent, banking procedure are cumbersome is the reason for 21.43 per cent, illiteracy/language for 16.33 per cent, low incomes and assets for 13.27 per cent, unsuitable banking products/schemes for 1.02 per cent, attitude of bank officials for 5.12 per cent, transaction costs for 3.06 per cent, lack of financial knowledge/awareness for 13.27 per cent and non-availability of bank branch is the reasons for 6.12 per cent customers to not possessing the bank accounts in earlier. Out of total customers of Bailhongal region, documents required for opening is the reason for 17.44 per cent, banking procedure are cumbersome is the reason for 12.79 per cent, Illiteracy/language is the reason for 23.26 per cent, Low incomes and assets is the reason for 4.65 per cent, unsuitable banking products/schemes is the reason for 6.98 per cent, attitude of bank officials is the reason for 1.16 per cent, transaction costs is the reason for 8.14 per cent, Lack of financial knowledge/awareness is the reason for 23.26 per cent and non availability of bank branch is the reasons for 2.33 per cent customers to not possessing the bank accounts in earlier. This shows that documents required for opening, illiteracy/language, banking procedure are cumbersome and lack awareness towards banking services and products are the major reasons for customers to not possess the bank accounts in earlier. It can be seen from Table 8 that the calculated Likert's value of mean of pass book service, Loan service, ATM service and Fund transfer services is higher than expected mean 3 (i.e. 3.113, 3.583, 3.093 and 3.246), and therefore it can be inferred that most of customers in Belagavi are have moderate and high level of awareness towards the said attributes. However, calculated Likert's value of mean of Depositing/Withdrawing cash, Demand Draft (DD), Cheque Book, Overdraft, Kissan Card, Insurance schemes, Locker system is less than expected mean 3 (i.e. 2.503, 2.466, 2.506, 2.666, 2.906, 1.240 and 1.550) and therefore it can be inferred that Customers in Belagavi district have low and very low awareness towards said attributes. Overall in Belagavi district, calculated value of Likert's value of mean of awareness is less than expected mean 3 (i.e. 2.625). It clearly indicates that most of the customers are low awareness towards the banking services. It is revealed from Table 9 that the calculated Likert's value of mean of accuracy of banking record, secrecy of banking transaction, access to e-transaction, the staff who deliver the service and convenience of bank location is higher than expected mean 3 (i.e. 3.540, 3.0467, 3.213, 3.527 and 3.773) , and therefore it can be inferred that these are the factors which are highly influenced determination of satisfaction level of customers towards Co-operative banking services in Belagavi district. However, calculated Likert's value of mean of the efficiency of customer service, physical appearance of the branches, the banks effort to inform consumers about new products and services, and pricing / charges is less than expected mean 3 (i.e. 2.530, 1.807, 2.543 and 2.933) and therefore it can be inferred that these are the factors which are low influenced determination of satisfaction of customers towards Co-operative banking services in Belagavi district. Overall in Belagavi district, calculated value of Likert's value of mean of factors determination satisfaction of services is almost equal to expected mean 3 (i.e. 2.990). This clearly indicates that moderately all factors have influenced the customer's satisfaction in Belagavi district. It is evident from Table 10 that calculated Likert's mean value of Pass book service, Demand Draft (DD) service, Loans service is higher than the expected mean value 3 (i.e. 3.106, 3.013 and 3.490 respectively). It also inferred that the satisfaction of customers towards banking services is moderate. Table 10 that level of satisfaction of customers towards said banking services is low in the Belagavi district. However, overall satisfaction of customers in Belagavi district, Likert's calculated value is less than the expected mean value 3 (i.e. 2.613). Hence, the satisfaction level among customers towards overall service is low.
Findings of the Study
The major findings of the study have been summarised below. 25,001 to Rs. 50,000 annual income and only 06 per cent have annual income less than Rs.25,000. 6. It is found that, the more number of customers are interested in holding saving banks in Belagavi region as compared to other type of bank accounts. 7. It is identified that, the procedures required for opening, illiteracy/language, banking procedure are cumbersome and lack awareness towards banking services and products are the major reasons for customers not possessing bank accounts earlier. 8. It is found that most customers have low awareness towards banking services. 9. It is revealed that, the calculated Likert's value of mean of accuracy of banking record, secrecy of banking transaction, access to e-transaction, the staff who deliver the service and convenience of bank location is higher than expected mean 3 (i.e. 3.540, 3.0467, 3.213, 3.527 and 3.773) , and therefore it can be inferred that these are the factors which are highly influenced determination of satisfaction level of customers towards co-operative banking services in Belagavi district. 10. It is found that, the satisfaction level among customers towards overall service is low.
Conclusion and Suggestions
On the basis of present study to improve bank's efficiency, it is opined that the co-operative banks should emphasise on generating more profit by efficient utilisation of its capital, assets and improving the productive efficiency of their employees. The role of employees is vital to improve the performance of the Co-operative Banks and the employees should be motivated to promote more efficiency, cautiousness and transparency in banking operations. Thus, customers served to satisfy with the services of co-operative banks.
The "Financial Inclusion" is contingent on the financial viability of co-operative banks which form the backbone of rural financial system in India. The financial performance of these banks has potential to engage the rural population in productive activities. A comprehensive support and complementary policy measures can indeed go a long way in revitalising co-operative sector and generate positive externalities. This in turn can accelerate rural transformation. Hence, there is a need for innovative and judicious reforms, which could restructure the entire co-operative banking sector so as to enable it to face the challenges of globalization/privatization and meet the growing credit needs of the economies. Both state (through formal state owned commercial banks) and market have failed to ensure inclusive credit and related financial services across the regions and weaker sections of the society. Under these circumstances the co-operative credit institutions can shoulder vary important role as effective means of social banking and inclusive access to credit.
In the light of the conclusions, the following suggestions are made. (i) Co-operative Banks should create awareness regarding services among people in rural areas of their banks and regarding procedure of opening of an account. (ii) Co-operative Banks should start innovative services, like computerized passbook entry, money transfer, ATM services, etc. Computerization will provide quick and efficient service to customers, and can be used to manage fund, calculate interest on deposits, make payment, write accounts, and keep financial personnel records.
